Introduction


Developing a workable formula for achieving and sustaining organizational superiority has become one of the most multifaceted tasks faced by organizations today. Amid the tide of globalization, one of the major challenges confronting the human resources professional is gaining a competitive advantage in the rapidly changing environment of personnel management.
A great many organizations are embarking on complex changes such as shared services, transformation, mergers and acquisition, and massive technology implementation.
For many managers and entrepreneurs, organizational changes constitute a nightmare. In some instances, there is no single structure which will enable a given change to be managed within an enterprise and, as a consequence, the implementation of change slows down, and can even stall or fail completely. Conversely, there are huge potential gains for organizations which are able to effectively facilitate the successful implementation of change in terms of delivering them on time, within an allotted budget, and with all the business, technical and human objectives met.
BPO is the practice of contracting (or outsourcing), often a critical operation or responsibility of an organization to a third-party service provider. It is not uncommon to find big (multinational manufacturing) firms conducting business in this form. The value for these firms is that it allows them to focus on their core competencies. It is, therefore, not unusual for matters such as information security (risk), employee loyalty, employee attitudes to broad organizational values to arise. Essentially, the need to contain change in the BPO industry in South Africa has resulted in employees becoming more organized, sophisticated and unpredictable. Consequently, determining their needs and expectations has become a complex and daunting task. The behavior of organizations changes continuously, as they undergo revolutionary changes. For any organization, the ideal is usually perceived to involve striving for a single standard change management methodology with a single unifying vocabulary; but, more often than not, the complex pressure to meet diverging demands of employees within organizations has tended to preclude the adoption of the unified approach required to implement effective changes.
Both internal and external forces such as market changes, technological advancements, social and political factors, demographic characteristics, managerial behavior or decisions and human resources problems or prospects exert tremendous pressure in the scramble for organizational success today, making change inevitable (Kreitner & Kinicki, 2004, p. 674) . At present, the efforts and resources of organizations are subject to pressure from two directions, namely meeting, if not exceeding, the needs and expectations of employees, and achieving a competitive edge. No matter how change is defined, the principal challenge for organizations remains the effective management of balancing the demands and expectations among stakeholders, including customers, employees, management and shareholders. If this delicate balance is not achieved, organizations in the BPO industry risk breeding an anxious workforce, with diminishing productivity as a likely consequence.
Promoting positive behavioral attitudes, and safeguarding the welfare of employees are crucial dynamics to be managed in organizational advancement; and the variables in the workplace which have assumed greatest prominence are job satisfaction, the degree of employee involvement in their jobs and their commitment to the organization. Of particular significance in the last two decades has been the emergence of organizational citizenship behaviors (OCB) as a formalized manifestation of these variables.
Accordingly, it needs to be stressed that employees' attitudes towards organizational change affect not only the success of the process of change, but other important considerations for organizations, such as employees' job satisfaction, and commitment to and involvement in their work. Change can threaten comfortable established relationships, and often introduces the possibility of job loss or at least of changes with respect to the type of work to be undertaken by employees and their status within an organization. As a result, if organizational changes are not well managed, they can become a source of great job dissatisfaction among employees. For this reason, encouraging workers to exhibit desirable OCB when they are highly dissatisfied could become an extremely frustrating exercise.
Study objectives:
 To explore the nature of change implementation in the BPO industry.  To determine the effects of change implementation on OCB and job satisfaction in the BPO industry.  To explore the relationship between change implementation, OCB and job satisfaction.
Inspiration of the study: at present, the BPO industry in South Africa is failing to sufficiently implement initiatives for change, which results in low levels of OCB and, correspondingly, low levels of job satisfaction.
Research questions:
 What is the nature of the implementation of change in the BPO industry?
 What are the effects of the implementation of change on OCB and job satisfaction in the BPO industry?  Does a relationship exist between the implementation of change, OCB and job satisfaction?
Literature review
This review will briefly focus on the key concepts in this paper namely organizational change, organizational citizenship behavior (OCB) and job satisfaction. In short, change must be well articulated and communicated across the board for larger buy-in by stakeholders. This will ensure that resistance to the change efforts is minimal. It is also critical to have top management support. It must be noted that upline support is likely to exert influence on downline so as to be cooperative and participative (Weber & Weber, 2001 Recent studies have given birth to numerous other definitions and explanations of job satisfaction, some focused on the job alone, while others include all job-related factors.
1.4.
The relationship between change implementation, OCB and job satisfaction. Organizations today are more concerned with the effectiveness of change, and selecting the right methodology to implement it. Contrastingly, employees' expectations and considerations are explicitly dissimilar. The uncertainty employees experience with organizational change, inevitably, has a bearing on their job security, stress levels, trust, commitment, organizational identification, performance, employee work attitude and, ultimately, job satisfaction. As a result, these perceived evaluations affect the relationship between employees and the organizations. In line with this, Mack et al.
(1998, pp. 219-232) point out that organizational change transfigures employees' traditional working arrangement. The uncertainties experienced during the change process stimulate job dissatisfaction among employees (Mack et al., 1998) .
The manner in which the change process is administered also directly influences employee attitudes in the workplace. Organizational change in this study includes, among others, organizational downsizing, growth, workforce rearrangement, total quality management, job redesign, leadership change, mergers and acquisition, restructuring, business process reengineering and introduction of new technology. The aforesaid types of change influence employee behaviors or attitudes differently and either affect the entire organization or simply specific sections or divisions.
The effects of organizational downsizing are dependent on employees' past experience, particularly with identical transformations. For Svensen et al. (2007, pp. 153-159) , if employees have had bad experiences with past changes, their satisfaction levels are likely to be negative. However, if previous changes were perceived as positive job satisfaction is likely to be high. Contrastingly, Cross and Travaglione (2004, pp. 275-290) suggest that job satisfaction is predominantly high after organizational downsizing, because those who are left behind will be more content than the victims of change. However, organizational downsizing increases employees' workload, because the remaining employees will be required to perform their work and that of affected others. Inevitably, the consequence of increased workload manifest in the form of high job dissatisfaction (Karasek, 1979 , pp. 285-308).
Following the above discussion, it is clear that the adverse effects of change are inevitable and include among others anxiety, job insecurity, and stress, loss of social identity, high absenteeism and high labor turnover. These effects are reflected in employees' levels of job satisfaction and have negative psychological connotations on employees.
Organizational identification or satisfaction increases when change is timeously, accurately and openly communicated.
Contrastingly, organizational identification or satisfaction decreases when workers lose confidence in the organization because of insufficient information about change. In support, Reichers et al. (1997, pp. 48-66) note that when employees greatly comprehend organizational changes, it is highly likely that they tend to easily identify themselves with the organization and also actively participate in change management programes. This, in turn, enhances organizational effectiveness. Griffeth et al. (2000, pp. 577-590) highlight that insecurities about change outcomes lead to job dissatisfaction.
In A number of scholars are, however, still unconvinced about the correlation between OCB and job satisfaction. Adam (2001) points out that the complexion of job satisfaction measures causes the correlation between the two variables to be insignificant or non-existent. However, despite the heterogeneous findings at hand, the assumption that OCB correlates with job satisfaction is widely accepted in the body of organizational behavior.
Following the above discussion, we can, therefore, conclude that the old adage that job satisfaction significantly correlates with OCB still makes sense. Also, whether positive or negative, the relationship between change implementation and job satisfaction hold a knock-on effect on OCB and one can only conclude that, there is a significant relationship between change implementation, OCB and job satisfaction.
Measures
Two questionnaires were used to gather information on change management, organizational citizenship behavior and job satisfaction. Change management questions were derived from the Attitudes to Change Questionnaire (ACQ) developed by Vakola and Nikolaou (2005 Konovsky and Organ (1996) . 2.1. Method. The research information was collected in 2014 from four organizations in the BPO industry which are based in Cape Town in the Western Cape province of South Africa. Questionnaires were administered to 250 managerial and non-managerial employees who were randomly drawn from the study population using the probability sampling method.
Results.
Of all 250 questionnaires distributed to both managerial and non-managerial employees in the BPO industry, 201 were returned and were usable for subsequent analysis, yielding a response rate of 80.4%. Tables 1, 2 However, when all the OCB variables are combined as reflected in Table 4 , there is still a positive, but weak correlation between change implementation and OCB (r = 0.1904). The results indicated in Table 2 Table 4 , change implementation and job satisfaction recorded a very strong positive relationship (r = 0.7644). Table 3 Following the results from the present study shown in Table 1 , we can conclude that change was timeously planned, communicated and executed and employees actively participated and were rewarded for achieving the change vision. One can, therefore, conclude that well shared change vision stimulates change-oriented OCB. This could be the reason why, in this study, change was positively accepted and both managerial and non-managerial employees significantly adjusted to all forms of change. Comprehending the impact of change management on job satisfaction or job commitment constitutes one of the most paramount subject matters in organizational behavior (Gomes, 2009, p. 189 Cognisant of a strong positive correlation between change implementation and job satisfaction and a positive, but moderate correlation between job satisfaction and OCB, we can confirm that well administered change initiatives stimulate job satisfaction which is an imperative OCB catalyst.
Conclusion
Globalization, driven by complex, ambiguous and burgeoning transformations, has seen many organizations embark on convoluted changes, such as restructuring, downsizing, business process reengineering, shared services, total quality management, mergers and acquisitions, just to keep the competitive edge.
In the flux of change, these organizations are increasingly challenged to balance the clamorous expectations of multiple stakeholders -investors, clients, management, customers and employees. Such constant change, without balance and consistency, is a double-edged sword which may lead to an anxious workforce and diminishing productivity. Cognisant of the above, it is worth remembering that the study examined the relationship between change implementation, organizational citizenship behavior and job satisfaction. Specifically, the study sought to achieve the following objectives: to examine the nature of change implementation in the BPO industry; to determine the effects of change implementation on OCB and job satisfaction in the BPO industry; to examine the relationship between change implementation, OCB and job satisfaction. Based on the research analyses and findings, it was established that there is a correlation between change implementation, OCB and job satisfaction.
As we draw this discussion to a close, we direct both researchers and practitioners to the following:  Future studies should consider embracing a qualitative research approach to counter the limitations of the quantitative approach.  Further replications of the study with a different sampling group or industry might provide a great deal of understanding of the concepts of job satisfaction, change management and OCB.  There is little empirical research on the relationship between change implementation and OCB. Future research studies should explore the effects that change management types or initiatives have on OCB, or ascertain whether change management influences all OCB variables.
Three other significant issues need to be pointed out regarding this study and these include:
1. the direct focus of the investigation on only the BPO industry raises concerns about limited generalizability. As a result, the study remains, in reality, not representative of all other industries; 2. the sample drawn from the BPO industry was only drawn in the Western Cape. Again, this betrays the concept of generalization; and 3. the number of participants in this study, although adequate for statistical testing, represents a relatively low response rate.
For future research, a large sample size may be considered. Nonetheless, this study has established that in order to enhance the manifestation of organizational citizenship behaviors in any organization, job satisfaction should be regarded as a vital mediating or moderating factor. We can, therefore, conclude that the way employees understand change management and perceive it as beneficial to both the organization and the workforce, determines the magnitude of their satisfaction which, in turn, promotes citizenship behaviors. Pivotal to this is the need to highlight some practical and possibly theoretical implications of this study. Firstly, change management is inevitable in the BPO industry; therefore, organizations have to be constantly alert to tackle its demands. Secondly, the nature, extent and magnitude of its occurrence (i.e., change) vary from organization to organization; therefore, if not well managed, organizational change can become the greatest source of job dissatisfaction. And, finally, properly instituted change management initiatives significantly enhance the process of change and its success.
